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OurMission Statenent

The Emergency Communications Department
serves as the vital link between
the citizensand public safety agencies of
the City of Rochester and
the County of Monroe.

We strive to collect and disseminate all requests for
service in a prompt, courtequs
and efficient manner
for all our customers

Through our actions, we help save lives,
protect property and assist the public
In their time of need

OurAgencyalues

We takePRIDE In our work

Pr of e s s i Rensapl dirdsignityAA
De v e | o pExcellerice A
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Introduction

The Emergency Communications Department (ECD) serves as the consoliddibc $afety
AnsweringPoint (PSAP)for the RochesteMonroe County, New York are&Ve servea population of
over 740000. As declared in our Missiort Sa t e merough, our &ctidns, we help save lives, protect
property and assist the public in their ti me

The ECD provides dispatching sere® for 16 Police Departments39 Fire Departments, an82
Emergency Medical Services Agencies. 2615 the ECD receivedl,120,951calls and processed
1,241,894CAD events for these agencies.

The ECD is rather unique in its coogtion within government It is an agency of the Roches@ity
government, yet provides service throughout Monroe County.is Th accoplished through a
renewable 10year contract between the City of Rochester and Monroe County, with each entity
providing portions of the total configuration. For instance, Monroe County provides all radio, telephon
and computer equipment whilee City of Rochester provides and maintains the building in which the
PSAP is located. This serves as a model for intergovernmental cooperation towards public safety.

The ECD operates ith a staff 0f198 employees, witi84 being assigre directly toPSAP operations.

All operations personnel have a minimum training level of AF@@communicator and are certified as
Emergency Medical Dispatchers by the National Academy of Emergency Dispatch. New employes
receive an average training of four months i@lecommunicatorand six months foDispatchers
before being llowed to peform on their own. There a@9 positions at the-3-1 Center.

Effective interaction with other public safety agencies is critical to the protection of life and property. Ir
order to accomplish this goal, the E@Brticipates irthe following organizations:

Monroe County Law Enforcement Counaild Law Enforcement Training Committee
Monroe County Firand EMSAdvisory Board

Monroe County Emergency Medical Services Advisooaisl

Monroe County Local Emergency Planning Committee

Monroe County Steering Committee for the Nationaldent Management System (NIMS)
Monroe County Fire/EMS Communications Board

Monroe County 91-1 Operating Practices Board

Monr oe CountAssoéiaiane Chi ef 0s

Monroe County Domestic Violence Consortium

ECD/RPD Committee

Monroe County First, Second, Third, Fourth and Fifth Battalions

New York State9-1-1 Coordinators Association

New Y ork StateInteroperable & Emergency Communications Board

Law Enforcement Training Directors Association of New Y8tkte

NENA, National Emergency Number Association

Association of PublkSafety Communications Officialaternational

NAED Police Council of Standards

RPDWeekly Crimestat Meetings

=A =4 =4 =4 4 -4 A4 -4 -4 -4 -4 -4 -5 -4 -4 -4 -4 -4
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911 Center Statistics

/| 15 9 @Sy i 811 CalIARIME ¢

2011 2012 2013 2014 2015
CAD EVENTS
January 99,133 100,740 103,579 104,678 97,417
February 91,055 92,687 92,928 90,996 91,511
March 103,135 105,377 103,034 103,616 101,981
April 100,842 100,333 100,407 102,431 102,199
May 109,775 115,224 110,906 108,734 109,733
June 112,660 111,842 107,656 110,943 106,895
July 114,412 115,902 117,025 114,249 111,302
August 113,942 113,130 111,823 111,836 110,634
September 106,821 105,527 104,578 103.128 104,981
October 102,099 106,815 104,896 104,107 102,897
November 96,587 96,723 95,868 93,534 98,518
December 95,359 99,842 94,885 96,642 98,821
TOTALS 1,245,820 | 1,264,142 | 1,247,585 | 1,241,894 | 1,236,889
911 CALLS 1,099,131 | 1,148,257 | 1,132,947 | 1,120,951 | 1,190,596

—

1\‘

6 I EMERGENCY COMMUNICATIONS DEPARTMENT ANNUAL REPORT 201



Fire Incidents

FIRE: CAD Events 2011 2012 2013 2014 2015
Airport Fire 354 335 305 326 357
Barnard Fire Department 2,783 2,915 2,696 2,940 2,962
Brighton Fire Department 2,923 2,773 2,823 2,856 2,923
Brockport Fire Department 1,476 1,249 1,102 1,080 1,132
Bushnells Basin Fire Dept. 504 507 513 510 475
Chili Fire Department 934 997 908 849 984
Churchville Fire Department 416 414 401 341 354
City Fire Department 36,709 36,498 35,440 35,523 37,562
Clifton Fire Department 205 185 148 165 164
East Rochester Fire Dept. 529 492 600 530 442
Egypt Fire Department 464 433 378 593 637
Fairport Fire Department 1,248 1,200 1,245 1,253 1,255
Fishers Fire Department 213 64 46 43 61
Gates Fire Department 3,131 3,338 3,540 3,656 3,866
Hamlin Fire Department 541 497 76 - -
Hamlin/Morton/Walker Fire Dist. 735 791 810
Henrietta Fire Department 3,663 3,859 3,773 3,714 3,852
Hilton Fire Department 670 592 595 569 508
Honeoye Falls Fire Department 559 525 540 544 572
Kodak Fire Department 9 9 10 13 8
Lakeshore Fire Department 822 836 791 820 888
Laurelton Fire Department 799 818 754 725 791
Mendon Fire Department 295 286 367 310 325
Mobile Comm. Unit - Fire 4 2 73 5 2
Monroe County Fire Bureau 41 42 35 32 17
Morton Fire Department 204 188 15 - -
Mumford Fire Department 197 212 227 237 176
North Greece Fire Department 3,067 2,967 2,977 3,140 3,517
Out-of-County Requests 84 64 78 82 77
Penfield Fire Department 1,067 999 1,018 982 995
Pittsford Fire Department 1,050 1,069 1,046 1,041 1,148
Point Pleasant Fire Department 297 613 550 575 639
Regional Transportation
Opgrations Cen'[t’er 28,424 | 28,001 23,893 15,723 15,459
Ridge Culver Fire Department 1,887 1,983 1,874 2,052 1,839
Ridge Road Fire District

(C?reece Ridge FD) 7,452 7,520 7,064 7,086 7,255
Rush Fire Department 228 193 222 223 203
Scottsville Fire Department 193 182 206 220 250
Sea Breeze Fire Department 109 134 89 98 104
Spencerport Fire Department 1,053 1,073 883 883 943
St. Paul Fire Department 1,813 1,659 1,600 1,679 1,678
United States Coast Guard 156 122 119 106 88
Union Hill Fire Department 270 270 258 298 244
Walker Fire Department 164 193 30 - -
Webster Fire Department 1,078 1,143 1,112 1,039 1,148
West Brighton Fire Department 761 579 - - -
West Webster Fire Department 1,265 1,514 1,314 1,403 1,422

FIRE TOTALS | 110,111 | 109,544 102,469 95,055 98,162
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BEMS lents

EMS: CAD Events 2011 2012 2013 2014 2015
Bergen Ambulance 22 21 24 18 14
Brighton Ambulance 4,421 4,389 4 533 4,676 5,123
Brockport Ambulance 803 929 1,330 1,372 925
Caledonia Ambulance 81 69 80 82 86
Chili Ambulance 2,396 2,428 2,335 2,435 2,361
Churchville Ambulance 502 546 474 458 453
East Rochester Amb. 1,073 925 955 837 839
Gates Ambulance 3,672 3,919 3,984 5,142 6,119
Greece Ambulance 3,874 4,090 3,969 4,092 4,462
Hamlin Ambulance 799 761 796 868 808
Henrietta Ambulance 4,423 4 599 4871 4,962 4,967
Hilton Ambulance 1,190 1,384 1,397 1,373 1,410
Honeoye Falls Amb. 925 930 983 827 929
Irondequoit Ambulance 2,990 3,429 3,410 3,496 3,791
Mobile Comm Unit-EMS 2 1 140 4 -
Monroe Ambulance 10,744 10,791 10,216 10,010 10,457
Northeast Quadrant 87 118 97 140 165
Other EMS Referrals 157 82 84 88 102
Penfield Ambulance 3,075 2,957 2,681 2,926 3,064
Perinton Ambulance 3,436 3,579 3,827 3,925 4,087
Pittsford Ambulance 2,449 2,418 2,524 2,523 2,368
Point Pleasant Amb. 479 54 - - -
Roch Institute of Tech. 805 800 777 730 757
Rural Metro Ambulance 61,771 62,374 61,232 63,026 64,620
Rush Ambulance 258 242 221 264 219
Scottsville Ambulance 388 408 385 411 371
Seabreeze Ambulance 188 168 149 139 184
Southeast Quadrant 39 28 23 34 30
Spencerport Ambulance 1,588 1,695 1,563 708 5
St. Paul Ambulance 2 - - - -
Union Hill Ambulance 2,088 2,172 2,303 2,248 2,153
West Webster Amb. 1,679 1,847 1,951 2,158 2,403

EMS TOTALS 116,406 118,154 117,314 119,973 123,272
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Law Enforcement

Events

POLICE: CAD Events 2011 2012 2013 2014 2015
Brighton Police Department 37,799 33,350 47,298 47,724 44,906
Brockport Police Department 15,477 16,141 17,464 19,590 19,956
East Rochester Police Dept. 12,144 12,141 12,682 13,382 15,768
Fairport Police Department 13,137 13,209 14,882 17,471 13,308
Gates Police Department 31,571 29,596 31,712 32,043 33,750
Greece Police Department 87,577 92,894 87,950 85,844 87,331
Humane Society 1,552 1,659 1,580 1,822 2,553
Irondequoit Police Dept. 54,393 58,121 62,785 63,615 63,841
Mobile Comm. Unit - Police 21 5 80 14 15
Monroe County Probation 16,760 18,816 18,387 18,261 18,617
Monroe County Sheriff 210,566 229,715 237,696 249,995 238,754
New York State Police 34,486 34,861 33,328 39,605 38,859
New York State Park Police 267 221 450 997 1,106
Ogden Police Department 16,717 17,672 16,395 15,559 15,410
Out -of-County Requests 3,492 3,598 3,548 3,499 3,621
Rochester Police Department 454,373 444 568 412,682 382,779 380,661
SUNY Brockport Police - - - - -
Webster Police Department 28,971 29,877 28,883 34,666 36,900

POLICE TOTALS 1,019,303 1,036,444 1,027,802 1,026,866 1,015,365

3-1-1 Statisics

1 Total 311 calls 494260
1 Calls Aswered 442,112
1 CallsAnswered 90%
1 Abandoned Bte 10.%%
1 AverageAnswerTime 37 seconds
1 Average Talkime 1.50 minutes

All City services

=)

one call
to City

@ Rochester, New York

Hall

o confusion.
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Agency Accomplishments

1 The ECD has worked with Monroe Community [égk to create and implement the first in 8lY
Degree program in Public Safety Communications. Employees2dacnedits towards the 63
needed to graduate during their new hire training. They

earn an additional 19 credits when they complete dispat

training for a total of 40 credits at MCC. Once they hav M Monroe ]
Community

'@{@f College

completed their probationary period with the City o

Rochester, they are entitled to three thousand dollars
tuition assistancannuallywhich may be used to conepe STATE UNIVERSITY
their AAS Degree in ahort timewith very little expense to o enE
the student/employee. They must provide their own books and attend the renctasses
outside their work day

1 The ECD was the firstverPSAP in New York Stateto becredentialedoy the Commission on
Accreditation 6r Law Enforcement Agencies (CALEAh 1998.The ECD hasnaintainedthis
statuseversinge enewi ng I tsd6 award ever y-sitehssessmeny e a

1 TheECDIis also accredited by tidew York State Sheriffs Associatio.his distinction is also
renewed through an esite assessment every five years since receivagritginal awardfrom
themin 2006

u 1 Four members of our team completed their APCO
. ‘ Registered PubliSafety Leader (RPL) program in 2015;
_REgIStered ‘ Joseph DeMars, Jody Englert, Christopherrtviaand
Public-Safety Leader | Charles Vitale joining Tina Carson and Jeremy DeMar
Graduates Il who completed this vaéible training in previous years
. 1 The ECD Quality Improvement Unit has reduced unde

Sarah Hills

e Sheri . Hokamp coded calls from 2.83% to. 7% over the past 4 years, in

Kimberly Holtzapple

Josh Howerton large part as a resutif using ProQA The team worked

Teresa Hudson

Joll Kight with the IT staff to integrate ProQA into Cobol CAD.

Mary S. Kozak

Heidi Krout They also worked to transition ProQA and AQUA

Christopher Lorenzen

Shanna Marazzo software to their latest versions to allow for the switch to

Christopher R. Martin

et jrerdimonall | EMD Version 13 in 2016
et vy f The ECD Public Awareness Committee attended noany
e, Tt St site events, some of which includ&oject TIPS, Gantt
o s c‘{.ﬁ'ﬁf Community Center, Triangle Block Club™ &nnual Town

L corme ik | Square Garden Event, Hustle to Health, Annual Joseph

o ches Patricia L. Tuner

O e | Avenue Community Festival

o g 1 The Public Awareness Committee also serves as the

oy P Recruitment Uit for the ECD. Ourparticipation in the

Rochester City School District and the Career Pathways to

Public Safety has been a major benefit in offering High

~m ADCD) School students opportunities that never existed before.
This partnership is beneficial for the EGIDd the community at large. We also attend job fairs
at The College at Brockport, Monroe Commur@typy | | ege and the Cityobs

T ECDOGs P e e rTeampravides eamplayeées witta means to identifymoderateand reduce
stress buildup before it eletes to a critical level. These employees offer conversational support
to their coworkers in times of stress and conflidthere are 19 membeos this team. The team
attenddraining with various agencies and distributed a satisfaction stovay enployees

1 In 2014 he MCU1 was staffeéitt he Webster Firemanés Carniv
Rochester International Airshow, a barricaded gunman, and several activer shidist
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1 Text to 91-1 continues to be availabterough Verizon WirelessSprint, AT&T, and FMobile
with Sprint enabling callers tead media (photo/video) as well
1 Our Honor GuardTeam attendednumerous deils including the funerals for Sheriff Andrew
Meloni (Ret), Michael Deisenroth, Barry Miller, and Andrew Jennikige wee saddened to say
goodbye to all of them. In addition, we sent details to tournaments, parades and memori
masses for first respondergVe increased the size of the team from 12 members to 16 members
The Qty of Rochester réaunchedts Wellness Iniative for all City employees
ECDO6s Communi cat i oespsnded edsdepbopnsertsvith 8lapositions filled
from the pool othe40 member team
1 Through our public awareness efforts, rthdaas beerma push to encourage the community to
register theircellular phones in the Emergency Telephone Notification SysEmMIS) through
t he Co u psiteywdns.monredoounty.gov

= =4

911IndustryRepresentation

1 Director JohrM.Mer k|l i nger serves as Presidentandf t

Appointed by the Governdo the NYSinteroperable and Emergency Communications Board

Operations Manager Tind. Carson serves as Vice Presidt f or NENAOGsSs New

Supervisor ChristopheR. Martin serves on the national 911 Program Office committee to

develop national training standards for 911

1 Supervisor D. Jeremy DeMar serv&BCO Internationalas theCo-Chair for the National Joint
TERT (Telecommunicator Emergency Response Taskfdntgative (NJTI)

1 Dispatcher Charles M. Vitale serves APCO Intéormal on theProfessional Development
Events Committee assisting in choosing training curriculum for the National Conference

1 Quality Improvement Coordinator Richard Rusho seNA&E&D ontheir EPD Curriculum Board

Yorkf‘q\ﬂﬂ .gov

COORDINATORS ASSOCIATION

E

ASSOCIATION

DAPCO 1

Internatlonal

Leaders in Public Safety Communications®

NA::ED

National Academies of Emergency Dispatch
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AgencyGoals for 2015

CAD (Computer Aided Dispatch) and Infaation Systems

CAD Presentations by Motorola and Intergraph

TestWindows 10 and Office 2016

RFD Redistricting

Pittsford Ambulance Redistricting

Monitoring Reaction CenteMRC) completion (PCs, techiagy, etc)

= =4 =4 -8 -9

Communications Response Team

9 Participate in planned drills and exercises
1 Conductannualtraining on MCU1
1 Update StartUp Guide

Emergency Medical Dispatch

1 Reaccreditation
1 Complete Instructor updates

Emergency Response Plan

1 Update ECD Bergency Responséan
1 Hold interactive table top disaster drill for all ECD employees
1 Update pictures and training slides

Honor Guard
1 Improve presence and familiarity witither agencies
1 Increase size of team
1 Ongoing training plan

Law EnforcemenfAccredtation

1 Convert NYSSA to Power DMS
1 CALEA & NYSSA File Preparation & Maintenanée
converting files from paper to electronic

1 Conduct mock assessmennaally. Participate in mockat
other agencies as requested

National Incident Management System (NIVS

9 Continue to have amployees certified NIMS100/700

1 Have all Supervisors certified NIMS 200/800 with optional NIMS/300 (Mandatory for
Management)

1 Maintain an active role ith the NIMS Steering Committee
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Peer Facilitators

sources LT
1 Continue to assist employees with stress__ &
and conflict resolution

Public Awareness

Get out into the community
Improve ReeE-Fox presence
Control expenses / less overtime
Increase Fire Deptment & EMS agencies
presenceand in the community at large

= =4 =4 =4

Training

1 Maintain 100 hours training per employee

1 All employeesomplete Active Shootdrongoing initiative
1 Conduct Bullying Training

1 Complete PSG/ISTT/EMD & Supervisor Training Molyth
1 Continued usef FEMA Training

1 Adda Master Instructor to Instructional Team.

Wellness

Continuewith Well Style ExtrasDemos at Shift Meetings April 2015

911 Initiativei poll the staff for ideas for 2015

Health Fair Bio ScreeningsCH/PSB/Mt Read

Walking Challenge

Continue Articles/Newsletters

Find a Ahomeo for the operations floor t

= =4 =4 -8 -8 -9

3-1-1

Oaisys 2° phase (desktop video recording)

Handle RCSD Administration main number

Complete review of all KowledgeBaseinformation to maximize étiency
Court training and visits for all Service Representatives

Create a welbasel customer satisfaction survey
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Agency Goals for 2016

Communications Response Team

1 Participate in planned drills and exercises
1 Conducttraining on MCU1
T Updat e MahsabandSartUyp Guide

Emergency Medical Dispatch

Reaccreditation

Explore using discipline to assist with reaccreditation

Investigate whether an outside reviewer would help

Update EMD policies to reflect new NAED standards

Update to Version 13 by drof 2016

Ensure EMD reviews are completed within 4 weeks of call received

= =4 =4 -8 98 -9

Emergency Response Plan

1 Update ECD Emergency ResponsanP
1 Hold interactive table top disaster drill for all ECD employees

Honor Guard

Improve presence and familiarity wittheragencies
Explore the purchase of foul weather gear for members
Maintain team strength

Maintain angoing training plan

= =4 -4 -4

Law EnforcemenfAccreditation

1 Convert NYSSApaper fileso Power DMlectronic format
1 File Preparation and Maintenance

1 Conduct Mock Asessments for CALEA and NYSSA

1 Invite CALEA and NYSSA for formal assessment of files
1 Achieve reaccreditation from CALEA and NYSSA

1 Attend CALEA Conference to receive Award

National Incident Management System (NIMS)

1 Continue tocertify all operational stff in ICS-100 and
ICS-700.

1 Supervisorgo certify in ICS200 and ICSB00 with

recommendedCS-300 and IC$400

Managemento certify in ICS300 and IC$400.

Maintain an active role with the NIMS Steering

Committee.

= =
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Peer Facilitator Team

1 Additional Intra-Agency CISM Training

1 Pursue additional external training sources

T Distribute monthly AReduce Stresso article
1 Continue to assist employees with strasd conflict resolution

Public Awareness

1 Maintain community relationships
increase presence

1 Sign up 2,000 additional citizens in
ETNS System; currently Code Red

1 Send out letters to Public Safety

agenciesto increaseattendance at

agency events

Improve ReeE-Fox presence

Control expenses / monitorertime

assignments

1 Explore ®curing a computerized
tablet for kid friendly apps

1 Update brochures

TrainingDivision
1
1
1
1
1
T
T

Wellness

il
il

Maintain 100 hours training per employee

All employeesomplete Active Shooter

Conduct Bullying TrainindRefresher

Complete PSG/ISTT/EMD & Supervisor Trainipnthly
Continued usef FEMA Training

Host Lead, Follow or Get Out of the Way Seminar

Update all employees in functionality at the MRC Bagkfacility

Maintain monthly articles available to staff in folder

Continue participation in City inativesi Apple Day, Biometric Screenings, Walking Challenge
in October, Flower City 5K and %2 Marathon

Encourage greater particogampaignon i n AGet Pa
Review department challenge ideas for implementation

= =

311

Review current Custmer Relationship Management system
Remodel Call Centdr re-purposing furniture from 911 renovation
Desktop Recording system

Resume Call Quality Review process

Replace seasonal positions with part time employees

= =4 =4 -8 _9
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TrainingReport

In Service Training Team Public Safety Group (PSG)
1 Stress Management In the Comm Center January  Call Taking 101
1 Active Shater AwarenesSeminars February Vicarious Traumatization
T NYS Certified Instructor Training March HazMat & Fire Dispatt
T MUNIS Financial Software Training April Active Listening
9 Child Callers May Water Rescue _
1 APCO Fire Service Communications June Burnout & Com.pqssmn
1 APCO Public Safety Telecommunicator July Leadership Training
: o August Amber Alerts
T Sexual Hargssment & Bullyingraining September Officer-Involved Shootings
T $Z!Sekcfg:zg(m$écsgf;r#;?rﬁ;%ency Response Sctobeg S)ourtr_(laorg Procedures
1 TTVITDD Training Eamualy) e pdates
1 Telecommunications Mistakes to Avoid
Supervisor Traimg EMD Training
1 Emergency Response Plan Training January Leading Questions
1 Sprinkler System Familiarization February Easy Errors to Fix
f Substance Abuse Awareness March How Standards Apply
f  NYS Communications InteDperability April EVD Review
f APCO Comm Center Supervisor Course May When Thunder Roars
1 FEMA EEO Supervisor Training June Let 6s Hav € A F
1 Code Red Software Training (ETNS) iﬂyust ;?ggislig\]/ig\z" Taking
1 Employee AssessmentRater Training Segtember 1t6s |In the De
1 Leadership Skills for Sl_Jperwsors October Diabetic Problems
T NENA Caught In the Middle November Review of the Frightful
December Protocols & Lifevests
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